
FIG.1 



2/32 



A 



10 



SERVER 



A 



52 



HTTP 
SERVER 



70 



DATABASE 
INTERFACE 



60 



MANAGEMENT 
TOOL 



DISPLAY 
[TEMPLATE! 



A 



72 



INPUT 
[TEMPLATE! 



N^74 



REPORT 
TEMPLATE! 



76 



62a 
62b. 
62c 



62n 



A 



61 



RECORD 0 



RECORD 1 



RECORD 2 



RECORD n 



64a 
64b. 
64c 



64n 



63 



RECORD 0 



RECORD 1 



RECORD 2 



RECORD n 



66a 
66b 
66c 



66n 



A 



65 



RECORD 0 



RECORD 1 



RECORD 2 



RECORD n 



FIG.2 



RECORD 62 



3/32 



110 



112 



114 



116 



118 



120 



122 



RECORD ID 


CUSTOMER 
ID INFO 


PURCHASE 
INFO 


CALL 
HISTORY 


CUSTOMER 
MODIFICATION 
HISTORY 


RETURN 
INFO 


CREDIT 
CARD INFO 



124 


126 


128 


\ 


\ 


\ 


E-MAIL 


WARRANTY 


SHIPPING 


"CORRESPONDENCE 


INFO 


INFO 



RECORD 64 



140 

\ 


142 

\ 


144 

\ 


146 

\ 


148 

\ 


RECORD ID 


USER 
ID INFO 


PROBLEM 
CODES 


RESOLUTION 
CODES 


E-MAIL 
TEMPLATES 



RECORD 66 



150 



152 



154 156 



158 



160 



162 



164 



RECORD ID 


PRODUCT 
INFO 


LOCATION 


QUANTITY 


ORDER 
INFO 


INVOICE 
INFO 


LOW-LEVEL 
INDICATOR 


PRODUCT 
MODIFICATION 
HISTORY 



FIG.3 



4/32 



7 




ED 
tK 










A 




BROWSI 




MAIN 
PAGE 




► 


► 




( 





CM 



LO 

cm 



s 



CM 





A 


l_U|— 


















— xruj 






i— Scjg 














f 




i_u <C 



CO 
CM 





5/32 

HTTP SERVER 
RECEIVES REQUEST FOR 
A CUSTOMER RECORD 




> 



504- 



TXISTINGXNO. 
*ECORD?> 



DATABASE INTERFACE 
PROGRAM CALLED TO 

ACCESS INPUT 
TEMPLATE AND BUILD 
HTML INPUT PAGE 



508- 



526 



510- 



INPUT NEW PRODUCT 
INFORMATION AND 
UPDATE PURCHASE 
INFO AND CUSTOMER 
MODIFICATION 
HISTORY FIELDS 

t - 



I 



DATABASE INTERFACE 
PROGRAM CALLED TO ACCESS 
DISPLAY TEMPLATE AND BUILD 
HTML DISPLAY PAGE 




INPUT CUSTOMER 
INFORMATION AND 

CREATE NEW 
CUSTOMER RECORD 


-4 



DATABASE INTERFACE 
PROGRAM QUERIES DATABASE 
FOR CUSTOMER RECORD 



INSERT ACCESSED RECORD 
INFORMATION INTO ONE OR MORE 
LINKED DISPLAY PAGES; RETURN TO 
REQUESTING COMPUTER 



■512 



DATABASE INTERFACE 
PROGRAM CALLED TO 

ACCESS INPUT 
TEMPLATE AND BUILD 
HTML INPUT PAGE 



YES 
(PURCHASE 

INFO) ^ CHANGE^ 



ADD NEW PRODUCT 
INFORMATION 




YES 
(CUSTOMER) 



INPUT NEW CUSTOMER 

INFORMATION AND 
UPDATE CUSTOMER ID 
INFO AND CUSTOMER 
MODIFICATION 
HISTORY FIELDS 



SELECT CALL ISSUE AND 
CREATE TICKET 




SELECT SOLUTION CODE AND 
MAKE NOTES.: UPDATE CALL 
HISTORY FIELD 



GO TO RMA 
LOGIC OF FIG 




'528 
■530 



518 



GIVE CUSTOMER 
INFORMATION 



' j ^ 536 

!R\ |6o TO WARRANTY^ fP 
\J VL0GIC0F FI66y VQ/ 



538 



PROCESS CREDIT 
CARDTRANSACTIO 



FIG.5 



6/32 



600' 



602- 



604- 



606- 



HTTP SERVER 
RECEIVES REQUEST TO 
ACCESS RMAOR 
WARRANTY MODULE 

I ~ 



DATABASE INTERFACE 
PROGRAM CALLED TO ACCESS 
DISPLAY TEMPLATE AND BUILD 
HTML DISPLAY PAGE 



DATABASE INTERFACE 
PROGRAM QUERIES DATABASE 
FOR CUSTOMER RECORD 



I 



INSERT ACCESSED RECORD 
INFORMATION INCLUDING RMA 
OR WARRANTY INFORMATION 
INTO ONE OR MORE LINKED 
DISPLAY PAGES; RETURN TO 
REQUESTING COMPUTER. 



.612 



INPUT RMA/WARRANTY 
INFORMATION AND UPDATE 

RMA OR WARRANTY AND 
CUSTOMER MODIFICATION 
HISTORY FIELDS 




DATABASE INTERFACE 
PROGRAM CALLED TO ACCESS 
INPUT TEMPLATE AND BUILD 
HTML INPUT PAGE 



V 



610 



FIG.6 



7/32 



700< 



702- 



704- 



706- 



RECEIVE E-MAIL 
FROM CUSTOMER 



CATEGORIZE E-MAIL IDENTIFY 
CUSTOMER AND UPDATE CALL 
HISTORY FIELD 



SELECT PROBLEM AND 
SOLUTION CODES INCLUDING 

THE ABILITY TO FORWARD 
E-MAIL OR RESEARCH ISSUE AND 
UPDATE CALL HISTORY FIELD 



I 



WRITE REPLY USING E-MAIL 
TEMPLATES AND UPDATE E- 
MAIL CORRESPONDENCE FIELD 



FIG.7 



8/32 



800 



802 




HTTP SERVER RECEIVES 
REQUEST TO ACCESS 
INVENTORY MODULE 



DATABASE INTERFACE 
PROGRAM CALLED TO ACCESS 
DISPLAY TEMPLATE AND BUILD 
HTML DISPLAY PAGE 



804 



DATABASE INTERFACE 
PROGRAM QUERIES DATABASE 
FOR PRODUCT RECORD 




814- 



806 INSERT ACCESSED RECORD 
INFORMATION INTO ONE OR 
N MORE LINKED DISPLAY PAGES; 
RETURN TO REQUESTING 
COMPUTER. 




INPUT RELEVANT PRODUCT 
INFORMATION AND UPDATE 
PRODUCT INFO, LOCATION, 
QUANTITY, ORDER INFO, 
INVOICE INFO., AND/OR 
SHIPPING INFO FIELDS AND 
UPDATE PRODUCT 
MODIFICATION HISTORY FIELD 



DATABASE INTERFACE 
PROGRAM CALLED TO ACCESS 
INPUT TEMPLATE AND BUILD 
HTML INPUT PAGE 



PRODUCE PICKING SHEET WITH 
RELEVANT FIELDS FROM 
CUSTOMER AND PRODUCT 
RECORDS 




FIG.8 



9/32 



900' 



HTTP SERVER 
RECEIVES TO ACCESS 
REPORT MODULE 



902- 



DATABASE INTERFACE 
PROGRAM CALLED TO ACCESS 
REPORT TEMPLATE AND BUILD 
HTML REPORT PAGE 



906- 



DATABASE INTERFACE 
PROGRAM QUERIES DATABASE 
FOR REPORT PARAMETERS 
FROM PRODUCT AND 
CUSTOMER RECORDS 



908- 



INSERT ACCESSED RECORD 
INFORMATION INTO ONE OR 
MORE LINKED DISPLAY PAGES; 
RETURN TO REQUESTING 
COMPUTER. 



FIG.9 



10/32 




11/32 




12/32 



00 




B( Note) -Web Page Dialog 



13/32 



Call Tracking For Customer ID: 
Please select or create a problem ticket. 



Ticket Id 


Call Issue Status 


36 


Promotion Inquiry 


OPEN 


37 


Product Inquiry 


OPEN 


Total Record: 2 



Call Issue: 



Promotion Inquiry 



Brochure Request 
Product Inquiry 
Sales Processing 
Order Status Inquiry 
Technical Inquiry 
Complaints 
RMA Request 
RMA Status Inquiry 



Create Ticket | 



http://www.nirve.com/NIRVE/CALLCNTR/NewTicket.as l@lnterr 



El( Nirve Catl Tracker ) -- Microsoft Internet Explorer 



Call Time: 1 Min. 
Ticket ID: 

Reason For Contact: 



Call Tracking For Customer ID: 
37 



test 



B( Note) -Web Page Dialog 



Call Tracking For Customer ID: 3 
& Customer Product ID:3 

Please select or create a problem ticket. 



Ticket Id 


Problem Code 


Status 


9 


MODEM 


OPEN 


18 


MODEM 


OPEN 


551 


HDD 


OPEN 


685 


MODEM 


OPEN 


Total Record: 4 



Problem Code: 




I Create Ticket I 



http://crnn.alorica.conn/pbcanada/NewTicket.asp I© Internet 



Solution: 




Solution Code: 
AddRBcnrd 



] 



Se 


K 


W 








.eel 


t AS.cn 


jtipnCod 





Processed Sale 
Sent Brochure 
Reported Complaint 
Issued RMA 
No Action 



FIG.12 



14/32 




15/32 




16/32 



00 



>< 



Ctl 

o 



CD 



a" 



■ ■ 

<o3 



© 



ca-CO 



CL> 




C_3 








CL> 


UO 


CO 


LO 


CL> 


CD 


c3 


CD 



o 

CO 



CD 
LO 

r — 



Q 



p 



O 

O co 

CO CO 

SB co 



co co cp 

,03 ,Q3 QsJ 



C5"> C5"> 
OO 

1^- C5"> 
CO 

uo C5"> 

oo S> 

CM 

^ — C5"> 



OO 
OO 
OO 

M S3 



_o 
CO 

o 

o 
u_ 

o 
o 

CD 

<c 



<<<-t7: 
or: or: ui 



CO CO CO 
CO CO CO 
CD CD d) 



.5= CO "^ ^ 4^ 

■ <C *=C *=C 



OCOMOOQ_<LU< 







=3 








e> 


















<x> 


hi 


a3 




Q 








CD 






~c= 


CO 
CO 


~a3 
o 


a5 
CO 


J 





17/32 



< 

LO 

CD 



X 



or: 
o 



CO 
cz 
O 



CD 



> 



< 

i_ 



CO 
CO 
CL> 



331 



CL> 

© 



E * 

CD "EE 

to S 
>-.^ 

CO£ 

o 



=5 CO 
CO T 

CD 
O 

CD 
CO 
CD 

CO 

■ 

O 



CD 
Jo 



CD 



_CD 
X 



o 



.o 

CD 



O 

"go 

=5 

O 



CD 



X 
CD 



CD 
CJ> 

O 
CD 

CD 



O 



O 



CD 

E 

CD 



CD 

E 

CD 



CO 
CO 
CD 



to i» "o 

■— CD 

Ll_ _l <C 



CD 

iS CO 
CO CD 

3? ° 
O 



. . CD 

2 E 

E o 

LU O 







~t3 
LU 


CO 

Is 

CO 


Approved 


Purchase From 




Purchase Date 




Extended Warranty No 


co 


Monitor Serial No 


CO 
CL> 


Serial No 


C=> 
d> 
d> 

CO 


QJ> 
O 





CO ^ 



3? ^ 
^1 



18/32 



CD 
LO 

(3 



i 



o 



CO 

-tz: 
o 



CO 

o 



CD 



^3 



co 

cp 

as 

CD 
I ■ 



1 1 CL> 



'c75 



co 
co 

CL> 



3H 



CD 

p 

=3 



CO 



X 
CD 



O 
CO 

@| 

CO 



O 

"co 



O 
Q_ 



O 
□_ 



CO 



O 

o 







I 
























CO 

CO 


Approved 




Comments 




c_> 

CO 
CL> 


CO 
Q_> 


Update info 


c_> 




to 


CO 
Q_> 




1 1 








"O 




c_> 


c_> 


"O 




























CL> 


























CO 
CO 


























C— > 


























CL> 




















~CZ5 






CO 








o 


o 


CZ> 


o 


o 


o 


o 


cz> 




CL> 
CO 


C3t> 






c_> 
a> 


c_> 

CL> 


C_> 
CL> 


C_> 
CL> 


c_> 

CL> 

ad 


c_> 
CL> 

en 


c_> 
CL> 

en 


c_> 
cu> 




ro 
c_> 




:ory 




a> 
o 


CL> 


CZ> 


O 


CL> 
O 


CL> 
O 


CL> 
CZ> 


CL> 
CD 




Q_ 




CO 




CO 


CO 


CO 


CO 


CO 


CO 


CO 


CO 




O 




□= 


a 


c3 

QJ> 


c3 


c3 

CL> 


c3 

CL> 


c3 

QJ> 


c3 

CL> 


c3 

CL> 


c3 

QJ> 




CO 
CCS 




Recorc 


c3 

CO 
CL> 


CO 


CO 

~CZ3 


CO 

~CZ5 


CO 
~CZ5 


CO 


CO 

~CZ3 


CO 
~CZ5 


CO 

~CZ5 


CO 

-22 


Extended W 
























C3 
CO 
























o 








r — 

LO 


r — 






r — 


CO 


CO 
CO 


r — 


-=J- 


CO 








cSj 

<=> 




oo 
cp> 


cjo 

CO 


<5o 

Ovl 


c3o 

Ovl 


CO 




co 

CO 


a3 
CO 

c5 








CO 
Ovl 


CO 


CO 


urS 
I — 

Ovl 


6d 

CO 
Ovl 


oo 

OO 
Ovl 


<=> 

CO 


Ovl 

1 — 


r— - 

Ovl 


cz> 


-E75 












C=> 


cS 


cS 




Ovl 






CL> 




CL> 


<=3 


d> 

d> 


d> 
d> 




<zz> 
<zz> 


d> 
d> 


<zz> 


C7i 


C=3 


cp 






CO 


C3> 
Ovl 


d> 

Ovl 


<zz> 

Ovl 


<zz> 

Ovl 


<zz> 

Ovl 


Ovl 


<zz> 

Ovl 


CO 


























a5 
CO 


























CO 








"O 






"O 


"O 


"O 






CL> 

CZ> 






CL> 
-=31 


co 

_g 


co 

_g 


co 

_g 


co 

_g 


CO 

_g 


co 

_g 


co 

_g 


CO 


CO 



o 



19/32 



CD 



35 



CD 

"go 
CO 

O 
Q_ 
Q_ 
=5 

CO 

CO 
CD 



o 

CO 



o 

O 



" r 



O 

o_ 

CD 
CD 

"> 

CD 
CJ> 
CD 



CD 
O 



8. 
cerco 



"8; 



CD 



CD 
CO 



CD 
CO 



or 



OsJ CO 



CO CO 



CL> 

I© 



CD 
CD 

co 



co 
oo 
oo 



CO 
CO 

co 



CO 
CO 

co 



OsJ 

CO 
CO 

co 



OJ 



OJ 
OJ 



OJ 

CO 



OJ 
CO 



OJ 
CO 



cn 

OJ 



OsJ 
OsJ 
CO 



OJ 
CO 



CO 
OsJ 
CO 



OJ 

L?5 



OJ 

LJO 



OJ 

L?5 



CO CD 



LiO 

UJO 



UiO 



CO CO 



CO CO ■ 



OJ 

L?5 



OsJ 



OJ 

L?5 



OsJ 
LO LiOl 



HE 



CD 



"s 



CO 

<c 



.o to 
a> o_ 

Q_CD 

OCT 



S 

CL> 



or 

CL> 
O l 

cq 
CO 

"ca 
en . 
co 



CL> 
Q . 
CO 



CD 



CO 



CO 
O 



O 



20/32 



< 



(Si 



CD 




Ovl 
Ovl 



CO 



CL> 
=3 

CD 

ice: 



CSJ 



=3 
CD 
=3 

o 

"co 



>CJ> 



o 

CD 
CO 

O 

_CD 
CO 

o_ 

E 

.CD 



o 

CD 
CD 
CO - 

CO CO 

OQ 



2 



8 



- E= CD 



CdCCT ; 



cokt CJ>CJ>CJ>C_J>CJ>I-LJi_i_ 



HE - 









E 


Q_ 






o 


^1- 






CJ> 




<C 




-1 


o> 


O 




o 


CQ 




o 


CD 


Od 




CO 


cy> 

OJ 


LLl 


Ovl 


©) 


5l 


1 


CO 


CD 


o 


cr> 


=3 


Ov| 












CJ> 



8 



E 

CO CO 
3 CO 



ate: 


CD 






CO 

E 


CD 
_Q 




O 

CJ> 




jBLU 


tomer E 


E 
=3 


eive 


E 

CD 
_Q 


elD 


l_U 


"CD 


CJ> 




CO 


CD 


CO 




CD 


O 


CO 






O 


cxl 








c3 





CD 
: CD" 



CD Uw ~. 



: p<C 



f^.§ 

c«^^2 8 g 
.-ti o=o CO CD 2 

EZ~- =i CD CO-*-; 
CD CD CZ CD — 

_p cdF^^.e^E 

° 0"0 =5 O.^ =5 O 
-g (X> CO 5= co O O 
"!ZZ n\ f 1 ■ 



CO 



_> im; — ^- W V-* v-' 

CD-° Q^r: 2 g-CO O 
OtrO^ CD— 

P- 0 to §T^^= 

^ O-c cd .S2 ^ ^ 
^--^ ^-j== ~_c: xC 

£ So™ £ cr£ cl> 

s_ O CD CD CD £Z"f5 £ 
^ ^ P — = ~ID CD CD 



CD co 

c£ 




21/32 



00 

CD 



.8 



CD 



OS 

CO 
CL> 



0 



CD CD CD CD 

co<c cocc: co 



a> ; 

CNJ 



CO 



IS 



CVJ" 

CNJ 









en 




cc: 




<c 


CO 

CD 


o 


an 


=3 




CD 


l_U 


Qu 


i — 




O 


CO 





>_ CD 
CD =^ 

=>C_J> 



o 
_a> 

CO 

O 
_a> 

CD 



CO 

CD 

O 
~co 

=3 



A 



CO 
CO 
CO 



o 2> o 

CD TO X* ■ 

c: ^ o ccocq. 

o^t^O o ^ S 
.-t± 0=0 CD CD £ 
c-h- id cd_^ 

o~o ^ =^ o 

— > -p. CD CO CZ co O O 

Q-^-gO eg cd o ^ 
.Ero ° CD ^5 

^ ^ co err: >g 

0_= CD CD 



^.O-^ CD 
0"0 O dTO 

^ £"0"S= CD 
i_ O CD CD CD 
qjj <™> . . <■ — > t \ 



" CD 




CD 
O 



CD 

en 



CO 
CD 



CD 

en 



CO 

o 



CD 

en 



22/32 




23/32 




24/32 



o 

oo 



© 



>_ 



©1 

« 

si 

c 

l_ 









co 




co 















p 

"&0 



c 

1-1 

▻ 



Is 



^ ~CZ CD 



CD 



OO 
CO 
CO 

Q 
~o 

=3 
"O 

o 

Q_ 



o 



o 



CO 



-2 o 

CO CO 



CO 
CO 
CO 

=5 

~o 
o 

ct 
o 

p 



























o 












~o 


o 


O 


o 


o 




<C 










<c 










CO 












CD 












cn 


CD 


P 


CD 


CD 


CD 


cz 




o 


O 


o 


CO 


cn 


o 










CO 




Q_ 


Q_ 


Q_ 


o 


Q. 
















Q_ 


Q_ 


Q_ 








cd 






Q_ 


Q_ 




CNJ 


CNJ 


CO 


CNJ 


CD 






CD 


CJ> 


cd 


CD 






CO 


^1- 




CD 








cnj 




CD 




cd 


cd 


cd 


CO 


CNJ 




CD 


CD 


CD 


cz> 


CD 


p 






CO 


CD 


CD 


CO 


















csi 


CNJ 


CNJ 








05 


cn 


cn 


CD 


£= 


cz 


£= 




£= 


E 
























CO 


6 


6 


6 


6 


6 




CO 


CO 


CO 


CO 


CO 




CD 


CD 


CD 


CD 


CD 


CD 




E 


E 


E 


E 




1 


CO 


CO 


CO 


CO 















25/32 



< 
CD 

CD 



5 



CD 



>_ 
0d 



S4 



> 



o 

O 



CD 



co 
cd 



CD 



CD 
CO 



Q_ 

5 



O 
CD 



o 



CD 
>■ 
CD 



J CNJ g 

Q_i^:<C 



CO 

o 



CO 
CJ> 

o 



CO 



CNJ 



CNJ 

=> 

LO 
CNJ 



LO 

CJ> 



CO 



S CL_ 



CO 

o 



§ t= § 

°- CO £= 

CQ CO ^ CO 

CO O CD 

o O ^ 

S ^ o o 

Q_ 

rv: X X cs> 

^ ^ ^. [t Z OQ CO 

9 9 ° z ° ° ° 

^ ^ co o CO CO CO 



w g s 

CO ^ 
cnj co Q 



O 

Q_ 

CD 
CO 

CJ> 
CO 



O 



CNJ 



CJ> 



CO CO 
^— CO 



CO 

CL- 
OD 



CO 
CO 

CQ 



^ ^ ° 

CO ^ ^ 

rv > ° 

CO "-LJ "~ 

^ QJ S 

^ CO co 

-==g Q- 

z5 CO 

C3 oo 

CO CNJ 

CJ> CJ> CJ> 

CO CO CO 



CO 



> O t- CO 

^- ^- 

o o o 

C3> C3> C3> 

CO CO CO CO CO CO CO CO CO CO CO CO 



CL> 



26/32 




27/32 



< 
O 
CM 



i 



or: 
o 



iffi 



si 



CD 



o 

CD 
O 



O 



CD 
CO 



o 



o 



s 



CD 
CD 



CJ> 

o_f^:<c: 







Q 




Q_ 


l_U 










cr> 


1 — 






O 










cSj 








CD 




cr> 






g> 


ol 




OO 


Q— 




CNJ 








CO 


co 






CD 






CZI 












c_> 






CO 












CD 








ai 




£±i 


CD 




CD 


CD 


CO 


C_> 


CJ> 


"g 




zzs 






CO 






CO 



CD 
CO 



CO 
CD 



GO 



CD 

E 

CO 



CD 
CO 



CO 
CO 
CD 



co o 
CO O 



CD CD 

C= SZZ 

o o 

£ ci: 



co 
£__1 



CD 



O 
~CD 

CD 
CZ 

"o_ 
. . o_ 

Kj co 



o 
"co 



CO CO c 

O O C 



CD CD 

6 6 c 



© 



28/32 



00 
O 
CM 



>< 



CO 



4h 



o 



©eg 



c 

l_l 



I 



o 

CO 



CD 
CO 



CL> 
CD 



CD 




-22 cj>stZn 




OO 

oo 




Sub Total 












Unit Price 


Q 

CL> 




Method 


§ 












OO 

oo 

HO 




Trackinc 


CD 






Q 




B/0 Available Date 


Customer 




"CO 
CL> 

CO 










CO 








12223333 




~a3 

"O 
CO 




CO 












CO 






~c5 
c_> 

CO 


ai 




Part No 



CO 

E 

CD 



O 
o 



-S3 
CO 



CO 

~cu cz> 



i~" , cu> 



oo 
U£0 
U£0 
CD 

oo 



CO 

oo 

OO 

oo 
I — 

us 



CD 

<o~> 



CO CO 



29/32 



CM 



( 

si 

i- 

<SSJ : 



^- co 

■ ■ CD 

^ O 
C3 CO 
CnI^E 

^ai 
2 go 

— iU- 

a3 
O 



CD 



S=f co 
CL_CJ> 



~ CD 
► CO -•— ' 
— >■ CO 
CQ<Q 



CD 

5al 



COO 



CD 

OO 



CD CD 



CO o 



O 



CD 
O 



o 



TD 


e> =5 


i> =5 


C> =5 


C> =5 


C> =5 


C> =5 


C> =5 


i> : 




Q_CO 


CL_GO 


CL_GO 


CL_GO 


CL_GO 


Q-CO 


Q_ CO 


Q_o 


co 


co 


co 


co 


co 


co 


co 


co 


co 


CD 


CD 


CD 


CD 


CD 


CD 


CD 


CD 


CD 


^ 


£= 


£= 


£= 


£= 


£= 


£= 


£= 


£= 




















CJ> 


CJ> 


C_> 


O 


O 


O 


O 


O 


O 


CO 


CO 


CO 


CO 


CO 


CO 


CO 


CO 


CO 




















CD 


CD 


CD 


CD 


CD 


CD 


CD 


CD 


CD 



CD 
O 

tow 



o 

^ CO 

co 

CD CO 



CO 

CD CO 



O 

•v- CO 
CO 

CD CO 
QQ. 



CD CO 



CD CO 

nn 



CD 

o 



CD CO 



CD CO 



o =^ 


o =^ 






O =5^ 


X 




o 


x >- 












CD CO 






CD CO 






















LO 


LO 


LO 


LO 


LO 




LO 


LO 


cr> 






CD 






cr> 


CD 




cr> 












cr> 






cr> 
^> 


LO 


LO 


LO 


LO 


LO 


cr> 


LO 


LO 




LO 


LO 


LO 


LO 


LO 




LO 


LO 


cr> 












cr> 






cr> 












cr> 






C3> 


LO 


LO 


LO 


LO 


LO 


c5 


LO 


LO 






<bO 


<bO 


€^ 






<bO 





Q_ 



Q_ 



Cl_ 



Q_ 



CL_ 



CtTLU 



Q_ 



cz>co 

Op 

csjoci 



Q_ 



C3>LO 

CNJOS 



LO 



-<C r^co<C h^cb< h^cb< r^r^-cC r^r^-cC r^r^ <C r^r^ <C r^r^ 

cr>cr>cr>cr> cr><rvjcr>cr> 

co co co co co co co co 

LO LO LO LO LO LO LO LO 



CN 
CO 
LO 



05 

CNJ 



LO 
05 

CNJ 

DO 



CNJ 

CO 
CD 
CO 



CO 
C55 

CNJ 

CO 



CO 
CO 

o> 

CO 



co 



CNJ 

CO 



CO 
C7> 
CO 



co 



CO 
CO 



CO 

co 



co 



co 

CO 



CO 
CO 
C7> 
CO 



CO 
CO 



03 
CO 
C7> 
CO 



CO 
CO 



CO 
CO 



CO 
CO 



30/32 



00 
C\j 

(3 



CD 

"go 

>-» 
CO 

o 
o_ 

Q_ 
=5 

CO 

CO 
CD 



O 
CO 



on 

O 



©1 



si 

< 



o 

O 



CD 
^1 



L 

Oo5 



CO 
CO 
CL> 



o 



CD 



CO 

Q_ 

~o 

,CD 
CD 

Q 

<C 

al 



C_J> 



CO 

CD 



© 



LO 
LO 

■=< 

CO 



s 

cd 
> 

I 

cd 



CD 
CD 



CD 
CD 



CL> 
CO 

O 



O 

C_J> 



13 



CO 

CD 



CD 

or 

CD 
Q_ 



55 



C_J> 




-£2 



l_i_ 

_ CL3 
CL> 



O 



3? 



o 
Q 



31/32 




32/32 



00 
CM 
CN 



CC 

o 



& 



S 



CD 



o- 



CO 
CL> 

@| 

CO 

I I 

0if 



1 1 CL> 



0>i 



S5 O 



Q 
"oo 



o 

Q_ 
CD 
C£ 

"CO 

"35 

Q 

"go 

CD 



CD 



CD 

Q_ 

oo 

CD 



O 
CO 



CD 



CO CO 



ccl cc 



cr3 S3 



CC cc 



S3 35 



CO CO 



ccl cc 



crS S3 



S CL> 
CO t— > 



CD CQ 



cc cc 



S3 S3 



cc 



cy^ 

S3 S3 



S3 S3 



£2 



cc 

OS C3> 

£5 ^ 



CC CC 



S3 S3 



5© 



CC 
I I I 

X 



CC 



> CO j 
i^LU i 



C3^> C3^> O"} 



CC 



CC 



CC 



<z?a <zy^ 

C3"3 C3"3 CJi 



S3 



S3 



CO 

O " 



<5 




O 

6 


o 



CD 

CL> 

CD 



CO 


CO 




c3 


o 

CL> 

CC 




o 


o 


o 



o 
Q 



